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Report to:   Professional Standards Committee 


Agenda item: 8 
Date:   16 May 2012 


Subject:  PSD Business & Strategic Plan 
Sponsor:  Detective Superintendent Lawson 


For:   Information  


 
 
1. PSD BUSINESS PLAN 2011/12 
1.1 An update on progress against the 2011/12 PSD Business Plan is attached at Appendix 


A and is submitted for members of the Professional Standards Committee to note. 


 


1.2 Whilst the majority of the actions have been completed, the Professional Standards 


Department (PSD) has taken a slightly different direction since this plan was first 


introduced following the arrival of a new Head of Department.   


 


1.3 The core business needs of the department were subsequently reviewed and the 


Business Plan for 2012/13 was prepared.  


 
2.  PSD BUSINESS PLAN 2012/13 
2.1  The PSD Business Plan 2012/13, which is attached at Appendix B, has been approved 


by the Deputy Chief Constable and is submitted to the Professional Standards 


Committee for consideration. The Plan is comprehensive and comprises thirteen high 


level pieces of work, supported by a series of activities and tasks. The Business Plan will 


sit at the heart of PSD and drive business improvement. 


 


2.2  The Business Plan has a series of Key Performance Indicators and Management   


Information. PDR objectives for all staff in PSD are linked to delivery of the Business 


Plan. 
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3.  PSD STRATEGIC PLAN 2011 – 2014  
3.1  The Professional Standards Committee is referred to the updated version of the 


Professional Standards Strategic Plan (attached at Appendix C) where the progress 


made in respect of each of the objectives has been documented.  


 


3.2  As can be observed there are a number of objectives which no longer form part of the 


plan for the department as the relevant sections of business who are responsible for 


those parts now sit under a different portfolio.  


 


3.3  With the introduction of a comprehensive Business Plan for 2012/13 it is proposed to      


either amend the existing Strategic Plan to align itself with the 2012/13 Business Plan 


and the Force strategic position, or to consider utilising the 2012/13 Business Plan from 


a strategic perspective as it contains high end strategic objectives (preferred option).  
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Appendix A 
2011 – 12 PSD BUSINESS PLAN 


 
PROFESSIONAL STANDARDS DEPARTMENT 


 
2011/12 BUSINESS PLAN 


 
 


  
NO 


 
FORCE 


STRATEGIC 
OBJECTIVE 


 
PSD BUSINESS  


OBJECTIVE 


 
Focus 


 
ACTION 


 
OWNER 


 
TARGET 


 
PROGRESS 


 
STATUS 


 
1 


 
Promoting 
confidence in 
the use of the 
railway 


 
Improving Public 
Confidence 


Focus on 
common 
complaint 
categories 


Instigate project addressing 
incivility complaints intended to 
identify why complaints occur, 
identify and introduce a 
reduction strategy. 


Head of PSD 
 
 


February 
2012 


1. Produce problem profile. 
(August 2011) 
 
Problem profile complete, 
including research with other 
forces over reduction measures 
and existing incivility projects. 
 
Profile passed to SMT to review 
and move to action 2 
 
2. Identify reduction measures. 
(November 2011) 
 
3. Deliver reduction plan. 
(February 2012) 
 
The problem profile has been 
completed. 
 
This will be addressed through 
the project to embed Standards 
of Professional Behaviour as a 
driver for good behaviour. This 
will be an organic project which 
touches wider areas of concern 
including corruption. 


COMPLETE  
 
 
 
 
 
 
 
 
 
 
 


 Deliver value Reducing Use of Work with IT to ensure DCI Review- Functionality of Vigilance Pro is 
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NO 


 
FORCE 


STRATEGIC 
OBJECTIVE 


 
PSD BUSINESS  


OBJECTIVE 


 
Focus 


 
ACTION 


 
OWNER 


 
TARGET 


  
PROGRESS STATUS 


2 for money 
through 
continuous 
improvement 


misconduct 
 
 


technology 
to police 
system 
usage 


Vigilance Pro is in place and in 
full appropriate use by PSD. 
 
 
 
 
 
 
 


Operational 
Support 
 
Management 
Information 
Officer  
 
 
 


November 
2011 


to be cut back to only monitor 
and prevent unauthorised USB 
usage. Then it will be installed 
on all machines by end of July 
2011. Further expansion to 
encompass other functionality 
including monitoring to be 
explored thereafter. 
 
Installation is 85% complete. 
There have been issues with 
the installation within Force 
which will prevent monitoring 
until Vigilance Pro is fully stable. 
Governmental Protective 
Marking for emails will be 
introduced with the rollout of the 
new Email Software planned for 
February / March 2012. 
 
Vigilance Pro is now active in 
relation to USB devices. 
 
Vigilance Pro is now used to 
monitor staff targets for 
intelligence purposes.  


COMPLETE 


19 October 2011 2 







Appendix A 
2011 – 12 PSD BUSINESS PLAN 


  
NO 


 
FORCE 


STRATEGIC 
OBJECTIVE 


 
PSD BUSINESS  


OBJECTIVE 


 
Focus 


 
ACTION 


 
OWNER 


 
TARGET 


  
PROGRESS STATUS 


 
3 


Deliver value 
for money 
through 
continuous 
improvement 


Improving quality 
 


Develop 
professional 
approach to 
Grievance, 
UPP and 


Misconduct 
processes. 


Providing support to Areas who 
are required to hold discipline 
meetings (level 1) under the 
Taylor Reforms, improving the 
efficiency and effectiveness of 
the process by making it more 
timely and consistent 
 
Engage with Area Commanders 
and Heads of Department and 
provide advice and training to 
staff who are required to chair 
meetings. 
 
 


DCI 
Operational 
Support 


Ongoing  1. DPPM to continue attending 
L1 meetings 
 
DCI Wainer is attending all level 
1 meetings to provide bespoke 
guidance. 
Area Panel’s planning meetings 
are held monthly to ensure 
meetings are carried out 
expeditiously and in accordance 
with set timescales. 
 
2. Identified need for improved 
training and as a result original 
Training package is being 
reviewed and revised (End of 
July 2011) 
 
See below. 
 
3. Identify and train a cadre of 
CI/ Police Staff equivalent to 
chair L1 meetings (end of 
August) 
Training has been planned and 
arranged by DCI Wainer. Four 
dates are set for November and 
December 2011 


COMPLETE 


 
4 


Promoting 
confidence in 
the use of the 
railway 


Improving Public 
Confidence 
 
 
 
 
 


Improving 
access to 


the 
complaints 


system 


To work with media and 
marketing and improve BTP’s 
Internet site re the role of PSD 
and how to complain. Particular 
emphasis on explaining the role 
of the PCCS.  Also having 
information available in key 


DCI 
Operational 
Support 
 
Management 
Information 
Officer 


Review 
January  
2012 


Media & Marketing have started 
to work on the website and have 
planned a full translation service 
of the website using a provider 
such as Google Translate with a 
Launching screen with most 
major languages. 
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NO 


 
FORCE 


STRATEGIC 
OBJECTIVE 


 
PSD BUSINESS  


OBJECTIVE 


 
Focus 


 
ACTION 


 
OWNER 


 
TARGET 


  
PROGRESS STATUS 


 languages reflective of the UK’s 
diverse resident and transient 
community. 


 
 
 
 
 
 
 
 


They are also intending to 
incorporate a Positive 
compliments form 
As of 19th October Media and 
Marketing have done market 
research on the website are 
currently on the final stages of 
designing the new BTP website 
and start the implementation 
process soon 
 
The Management Information 
Officer is currently working with 
Media and Marketing to review 
the content of the PSD internet 
page and is currently drafting an 
amended version. 
 
Media and Marketing are still 
designing and implementing the  
new BTP website. Further 
actions cannot be taken until 
this is completed.   


 
5 


Deliver value 
for money 
through 
continuous 
improvement 


Improving Quality Changing 
perceptions 


of PSD 


Create and publish a PSD 
charter for service delivery to 
BTP personnel. 


DCI Operations December 
2011 


Second draft created and to be 
circulated amongst PSD. 
Meeting to be scheduled to 
discuss publication strategy 
after consultation. 
 
The final mature draft has been 
completed and submitted. No 
longer considered beneficial to 
implement.  
 


 


 Promoting Improving Public Lessons 1. Draft and publish LL DCI 1. July 1011 1. LL Communication Strategy COMPLETE 
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NO 


 
FORCE 


STRATEGIC 
OBJECTIVE 


 
PSD BUSINESS  


OBJECTIVE 


 
Focus 


 
ACTION 


 
OWNER 


 
TARGET 


  
PROGRESS STATUS 


6 Confidence in 
the use of the 
railway 


Confidence 
 
 


Learned 
 


 


communications strategy. 
 


2. Identify and develop new 
opportunities for focused 
delivery of lessons. 


 
 
 
 
 
 
 
 
 


Operational 
Support 
 
Complaint 
Reduction 
Officer 
 
 
 
 
 
 
 
 


 
 
2. On going. 
December 
2011. 
 
 
 
 
 
 


Published  
 
2. Recommendations to be 
sought from department and to 
be reviewed 
 
The delivery of lessons learned 
has now been improved with 
additional Lessons Learned 
bulletins published at least 
every two weeks. In addition, 
Area Media Bulletins are utilised 
on a weekly basis. 


 
7 


Deliver value 
for money 
through 
continuous 
improvement 


Improving quality Develop 
professional 
approach to 
grievance, 
UPP and 


Misconduct 
processes 


Introduce end of case review 
team to identify lessons 
learned, good practices and 
positive feedback opportunities. 


DCI Operations 
 


Aug 2011 TOR has been drafted and 
steps have been undertaken to 
identify review team   
A draft proposed review report 
has been created and will be 
circulated shortly. 
 
Draft operating procedures have 
been submitted for 
consideration. To be 
implemented in 2012/13 
Business Plan. 


 


 
8 


Deliver value 
for money 
through 
continuous 
improvement 


Improving quality Reducing 
costs 


Review PSD and other 
associated business areas to 
develop IT solutions to reduce 
bureaucracy and costs. 


DCI 
Operational 
Support 
 
Management 
information 
officer 


Review Jan 
2012 


Work is ongoing in relation to 
reviewing and developing IT 
solutions in relation to Business 
Interests, Taint and Lessons 
Learned. Work is ongoing in 
relation to developing an 
Intelligence Management Tool 
for the Intelligence Unit and also 
a new email / internet 
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NO 


 
FORCE 


STRATEGIC 
OBJECTIVE 


 
PSD BUSINESS  


OBJECTIVE 


 
Focus 


 
ACTION 


 
OWNER 


 
TARGET 


  
PROGRESS STATUS 


monitoring tool. 
 
Review completed. Possible 
improvements identified.    


 
9 


Deliver value 
for money 
through 
continuous 
improvement 


Improving quality Changing 
perceptions 
about PSD 


Review, redraft and publish 
PSD pre interview disclosure 
policy. 


DCI Operations 
 


Review Jan 
2011 


DS Jones has written a PSD 
disclosure policy which will need 
final approval from the Head of 
PSD. 
Meeting to be arranged to 
discuss policy prior to 
publication 
 
A final draft was submitted to 
PSD SMT. Has not been 
published.   
 


 


 
10 


Deliver value 
for money 
through 
continuous 
improvement 


Improving quality Audit & 
Compliance 


Review all audit functions and 
make recommendations for 
change. 


Head of PSD May 2011 Audit review function paper 
submitted to DCC 


COMPLETE 


 
11 


Deliver value 
for money 
through 
continuous 
improvement 


Reducing 
Misconduct 
 


Development 
and 


introduction 
of policies 
and SOPs 


Review and implement change 
of Police Staff (Discipline) SOP. 
 
 
 
 
 
 


Employee 
Relations 
Casework 
Manager 


Ongoing This objective is complete.  
Consultation has taken place in 
respect of the Police Staff 
(Discipline) SOP and it is due to 
go live in November. 
 
 
 
 


  COMPLETE 


 
12 


Promoting 
confidence in 
the use of the 
railway 


Improving 
Confidence 


Disproportio
nality in 


complaints 
process 


1) Continue to prepare a 6 
monthly report on BME staff. 
 
 
 


Head of PSD 
 
 


Ongoing 
 
 
 
 


1) 6 monthly report will continue 
to be prepared. 
 
2a) The PSD complaints 
manager is the PSD 
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NO 


 
FORCE 


STRATEGIC 
OBJECTIVE 


 
PSD BUSINESS  


OBJECTIVE 


 
Focus 


 
ACTION 


 
OWNER 


 
TARGET 


  
PROGRESS STATUS 


 
 
2) Engagement with Staff 
Support Groups and Staff 
Associations. 
 
 
 
3) Engage with other forces in 
undertaking joint research.  
BTP as well as Home Office 
Forces provide the data. 
 
 
 
 
 
 
 


 
 


Ongoing  
 
 
 
 
 
 
 
 


representative to the Force 
Diversity Action Group.  
 
2b) Monthly meeting with SAME 
and LINK to discuss issues and 
share ideas. 
 
3a) ACPO PSD Committee 
chaired by Mike Cunningham  
leads on refreshing the BME 
review.  Information is collated 
and supplied to be provided to 
PABEW on a calendar basis.  
This is in addition to BTP 
internal BME report.   
 
3b)The GMP research project 
commenced in January. BTP 
are stakeholders in the project 
which will be completed in 
December.  
Due to slippages in timeframes 
this project is now scheduled to 
be completed on Feb 2012  
This work is ongoing. BTP to 
receive further update from 
GMP.  


 
13 


Deliver value 
for money 
through 
continuous 
improvement 


Improving quality 
 


Control 
sickness 
absence 


PSD sickness to be monitored 
through SMT. 


Head of PSD Ongoing Being monitored at SMT 
 
 


COMPLETE  
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NO 


 
FORCE 


STRATEGIC 
OBJECTIVE 


 
PSD BUSINESS  


OBJECTIVE 


 
Focus 


 
ACTION 


 
OWNER 


 
TARGET 


  
PROGRESS STATUS 


 
14 


Promoting 
confidence in 
the use of the 
railway 


Protecting the 
Organisation  


Ensure and 
maintain 


integrity of 
information 


Implement Information 
Assurance Maturity Model 
(IAMM) 


DCI 
Operational 
Support 
 
Force 
Information 
Security 
Manager 


Phase 1 
completed  
31 May 2011 
 
Jan 2012 


Interim report has now been 
received and is to inform PIAB, 
SIROs and ISO’s of the current 
status of force/agency 
submissions regarding the 
IAMM PSMRO reports and to 
provide a brief overview of the 
PSMRO Report results to date. 
These results are not finalised, 
as there are outstanding 
PSMRO Reports and it is 
planned to publish a final report 
in January 2012. BTP’s maturity 
performance and Mandatory 
Requirements results have 
been reviewed and are shown 
in the results 
 
Part 2 of the IAMM work (details 
of Third Party Suppliers and 
Delivery Partners) due to be 
submitted by 31.10.2011. It is 
likely BTP will not meet this 
deadline due to the difficulty in 
identifying the above accurately. 
However this should not cause 
any issues as other forces are 
experiencing the same problem. 
Information requests have been 
sent to Technology to assist in 
this work. 
 
Phase 1 complete. 
Phase 2 incomplete. 
Arrangements in place to 
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NO 


 
FORCE 


STRATEGIC 
OBJECTIVE 


 
PSD BUSINESS  


OBJECTIVE 


 
Focus 


 
ACTION 


 
OWNER 


 
TARGET 


  
PROGRESS STATUS 


progress implementation of a 
Information Assurance Board.   


 
15 


Deliver value 
for money 
through 
continuous 
improvement 


Improving quality 
 


Changing 
perceptions 
about PSD 
 
Develop 
marketing 
strategy and 
communicati
ons plans for 
PSD 
 


Design and launch bi-monthly 
PSD newsletter. 


Head of PSD 
 
Management 
information 
officer 


Nov 2011 A draft version of the PSD 
newsletter has been completed. 
Publication will be delayed until 
new Head of Professional 
Standards is embedded. 
 
The decision to publish a 
newsletter is being reviewed. 
This entails a disproportionate 
amount of effort and takes staff 
away from core functions.  
A preferred option is to provided 
timely and targeted updates to 
staff electronically. 
 
This has been successfully 
done over recent months using 
Force and Area Weekly 
Newsletters. 
 
Head of PSD (with the 
assistance of IT) has also 
emailed directly every member 
of staff in relation to key issues. 
The advantage of this is we can 
ensure every member of staff is 
in receipt of messages and we 
have an audit trail. 


COMPLETE 
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NO 


 
FORCE 


STRATEGIC 
OBJECTIVE 


 
PSD BUSINESS  


OBJECTIVE 


 
Focus 


 
ACTION 


 
OWNER 


 
TARGET 


  
PROGRESS STATUS 


 
16 


 
 
 


 
 
 
 
 


Promoting 
confidence in 
the use of the 
railway 


Protecting the 
Organisation 
 
 


Contribute 
to 
recruitment 
and 
retention of 
quality 
personnel 


Improve representation of 
under represented groups by 
encouraging applications for 
vacancies and secondments to 
the Professional Standards 
Department. 
 
 
 
 
 
 


Head of PSD 
 
DCI 
Operational 
Support 
 
DCI Operations 


Ongoing 1) As of April 2011 PSD current 
BME and Female 
representation across the 
Department is - BME – 18.2%  


      Female – 34.1%  
 


2) Support Group Conference 
will take place later in the year. 
This will incorporate ‘Open 
Days’ for Officers and Staff. 
A week long PSD support group 
conference was held week 
commencing 11/10/11.  
 
3) Review of the attachments 
process to be conducted 
 
The profile of staff within PSD is 
continually under review during 
process of recruitment and 
attachment opportunities.  
 


COMPLETE 


 
17 


Promoting 
confidence 
in the use of 
the railway 


Protecting the 
organisation 
 
Encourage and 
support 
Professional 
Standards Staff in 
career 
development and 
progression. 


Contribute 
to 
recruitment 
and 
retention of 
quality 
personnel 


Undertake training needs 
analysis utilising PDR process. 


Head of PSD Ongoing 1) Current training needs and 
budget allocation for 2011 – 
2012 under negotiation with 
L&D. 
2011 – 2012 budget allocation 
has been reviewed with L & D 
and training bids have been 
refreshed and agreed 
COMPLETE 
 
2) Developmental opportunities 
by way of Situational 
Leadership training have been 
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NO 


 
FORCE 


STRATEGIC 
OBJECTIVE 


 
PSD BUSINESS  


OBJECTIVE 


 
Focus 


 
ACTION 


 
OWNER 


 
TARGET 


  
PROGRESS STATUS 


provided and made available to 
police staff. COMPLETE  
 
3) Complaints Process Manager 
is establishing needs of Admin 
Staff for the complimentary 
internal courses provided by 
HR. CPM and Admin Team 
invited to take part of pilot 
Customer Service course 
Further bespoke customer 
service training to be sourced in 
accordance with 2012/13 
Business Plan.  
 
4) Bespoke Behavioral 
Management course for PSD 
has been developed and 
delivered to PSD Staff 
COMPLETE 
 
5) Specialist interview 
awareness training has been 
developed and delivered to PSD 
Investigators and further 
development training being 
established by Tier 5 trained 
officer. 
COMPLETE 
 


18 Deliver value 
for money 
through 
continuous 
improvement 


Improving quality Develop 
professional 
approach to 
grievance, 
UPP and 


Conduct review of Grievance 
process to identify change and 
or areas of support for PSD 
assistance. 


Employee 
Relations 
Casework 
Manager 


August 2011 This objective is complete.  
Support has been provided to 
HRBC in respect of grievance 
recording on the Centurion 
computer system. Audit Reports 


COMPLETE 
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NO 


 
FORCE 


STRATEGIC 
OBJECTIVE 


 
PSD BUSINESS  


OBJECTIVE 


 
Focus 


 
ACTION 


 
OWNER 


 
TARGET 


  
PROGRESS STATUS 


Misconduct 
processes 


are monthly and discussed at 
the PSD HR group. Legal 
Services have now transferred 
over to HR and a formal 
handover has been undertaken. 


 
19 


 


Deliver value 
for money 
through 
continuous 
improvement 


Improving quality Develop 
professional 
approach to 
grievance, 
UPP and 
Misconduct 
processes 


Conduct review of UPP process 
to identify change and or areas 
of support for PSD assistance. 


Employee 
Relations 
Casework 
Manager 


Review Jan  
2012 


 
A UPP working group has been 
established and work is ongoing 
in response to legislative and 
regulatory changes. 
The work is complete and has 
been passed to HR.  
 


COMPLETE 


 
20 


 
 


Deliver value 
for money 
through 
continuous 
improvement 
 


Protecting the 
Organisation 
 


Optimising 
financial 
outlay 


Review exposures and tender 
appropriate risk financing and 
transfer arrangements. 


Head of Risk 
Management & 
Insurance 


October 2011 Contract completed on 1st 
October. 


COMPLETE 


 
21 


Deliver value 
for money 
through 
continuous 
improvement 
 
 
 
 
 
 
 
 
 
 
 


Improving quality 
 
Implement a new 
Case management 
system for the 
sharing and 
recording of UPP, 
Grievances and 
Employment 
Tribunals   
 
 
 
 
 
 


Reducing 
costs 
 
Develop IT 
solutions to 
reduce 
bureaucracy 
 
 
 
 
 
 
 
 
 


 
1.  Ensure Areas through 
HRBC can access information 
on UPP and Grievances on 
their Areas through the 
Centurion System. 
 
 
 
 
 
 
 
2.  Adapt Centurion so 
Employment Tribunals can be 
recorded and case  


DCI 
Operational 
Support 
 
Management 
Information  
Officer 
 
 
 
 
 
 
 
 
 


 
Ongoing 
 
 
 
 
 
 
 
 
 
  
 
 
To Review 
Jan 2012 


 
1a.   Grievance recording 
information on Centurion is 
available and being used. 
Auditing and performance 
reports have been designed and 
shared with HRBC. HRBC has 
advised they want to extend 
their use of Centurion to 
manage workflows for grievance 
matters and the Management 
Information Officer is in the 
process of drafting new 
procedures to be presented to 
HRBC for their use. 
No additional requirements from 


 
COMPLETE 
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NO 


 
FORCE 


STRATEGIC 
OBJECTIVE 


 
PSD BUSINESS  


OBJECTIVE 


 
Focus 


 
ACTION 


 
OWNER 


 
TARGET 


  
PROGRESS STATUS 


 
 
 
 
 
 


 
 
 
 
 
 
 
 
 
 
 
 


 
 
 
 
 
 
 
 
 
 
 
 
 


managed by HRBC, ER and 
PSD. And other business areas 
as identified. 
 
 


 
 
 
 
 
 
 
 


 
 
 
 
 
 
 


HR. 
COMPLETE 
 
1b .The recording of UPP 
information on Centurion is now 
part of a working group 
organised by the Employee 
Relations Liaison Manager. 
COMPLETE 
 
2. Employee Tribunal 
information is now on hold due 
to Legal Services being moved 
to SDD outside the control of 
PSD. Discussions are to take 
place to ascertain if the current 
actions will continue. 
No plans in place for ETs to be 
recorded on Centurion.  


 
22 


Deliver value 
for money 
through 
continuous 
improvement 
 


Improving quality 
 


Changing 
perceptions 
about PSD 


Embed PSD engagement with 
Areas at Area Management 
team meetings 


DCI Operations June 2011 


Attendance from PSD IOs, Civil 
Claims Manager and Property 
Store Auditor at AMTs at all 
areas as standing agenda item.  


COMPLETE 


 
23 


Deliver value 
for money 
through 
continuous 
improvement 
 


Improving Quality 


Develop 
professional 
approach to 
grievance, 
UPP and 


Misconduct 
processes. 


Review BTP Complaints & 
Misconduct processes 
applicability and fitness or 
improvement in Scotland. 


DCI Operations Jan 2012 


SMT and York team meeting 
held on 26/05/2011. Full Review 
of processes in Scotland 
undertaken. 
 
PSD attending PCCS training. 
Meeting to be arranged 
afterwards to discuss content 
and implement any required 
changes. 
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NO 


 
FORCE 


STRATEGIC 
OBJECTIVE 


 
PSD BUSINESS  


OBJECTIVE 


 
Focus 


 
ACTION 


 
OWNER 


 
TARGET 


  
PROGRESS STATUS 


 
This is an ongoing piece of work 
that is closely aligned to and 
dependent on Police Reform in 
Scotland. PCCS and the Police 
Services Ombudsman are still 
not clear how this will look going 
forward. It will be sensible o 
move this forward within BTP 
along the national timelines in 
Scotland. 


 
24 Promoting 


confidence in 
the use of the 
railway 


Protecting the 
Organisation 


Corporate 
risk 


managemen
t 


Improve BTP’s level of risk 
maturity. 


Head of Risk 
Management & 


Insurance. 
Ongoing 


Action plan has been devised 
and is in the implementation 
stage at this time. 
 
Not now the responsibility of 
PSD as Risk Management and 
Insurance has moved to SDD. 


 


25 


Deliver value 
for money 
through 
continuous 
improvement 
 


Improving Quality 
Changing 


perceptions 
about PSD 


Develop and introduce Q of S 
Customer feed back for officers 
and staff involved in PSD 
investigations. 


DCI 
Operational 


Support 
 


Management 
Information  


Officer 
 


Review 
Jan 2012 


There are significant issues with 
Quality of Service 
questionnaires owing to a low 
number and low quality of 
returned documents. Ongoing 
research is taking place to 
identity more effective methods 
of gauging customer feedback 
and improving the process in 
order to increase the value and 
usefulness of the Quality of 
Service. 
Meeting to be arranged to 
discuss possible options to 
improve the process 
 
This objective is being taken 
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NO 


 
FORCE 


STRATEGIC 
OBJECTIVE 


 
PSD BUSINESS  


OBJECTIVE 


 
Focus 


 
ACTION 


 
OWNER 


 
TARGET 


  
PROGRESS STATUS 


forward into the new 2012/13 
Business Plan.   


26 


Deliver value 
for money 
through 
continuous 
improvement 
 


Improving Quality 
Changing 


perceptions 
about PSD 


Review all PSD training and 
update/create bespoke training 
packages specifically for 
delivering to core 
Police personnel (i.e student 
officers/PCSOs/Special 
constables programs, distance 
learning packages for 
Transferees, Station forum 
inputs, leadership training inputs)


DCI Operations 
 
 


Complaints 
Process 
Manager 


Review 
January  


2012 


 
Review has been completed  
and additional training packages 
have been identified and are 
being developed  
 
Training ongoing – Inputs now 
given at Supervisor level 
(Insp/Sgt) 
Inputs being developed for other 
core training areas.  
 


COMPLETE 


27 
Deliver value 
for money 
through 
continuous 
improvement 
 


Improving Quality 


Develop 
professional 
approach to 
grievance, 
UPP and 


Misconduct 
processes. 


Develop and introduce a PSD 
induction process. 


Complaints 
Process 
Manager 


& 
Employee 
Relations 
Casework 
Manager 


Review 
January  


2012 


New package created and pilot 
implementation with 
administrative staff Package to 
be reviewed after pilot to assess 
and improve 


COMPLETE  


28 Deliver value 
for money 
through 
continuous 
improvement 


Improving Quality 
Changing 


perceptions 
about PSD 


Work with L&D and Support 
Groups to develop and deliver 
to PSD personnel high level 
diversity training package. 


Employee 
Relations 
Casework 
Manager 


September 
2011 


Behavioural Management 
Course designed and delivered 
to all PSD Personnel 


COMPLETE 
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OWNER 


 
TARGET 


  
PROGRESS STATUS 


29 


Deliver value 
for money 
through 
continuous 
improvement 


Protecting the 
organisation 


Reducing 
Outlay, 


Reducing 
risk 


Raise awareness to 
Areas/Departments of the cost 
of claims, trends and factors for 
reduction 


Force Claims 
Manager 


& 
Civil Claims 


Manager 


Ongoing 


Civil Actions presentations to all 
AMTs (except W&W – to be 
done 20/12/11). Complete 
 
 “Avoiding civil actions” 
document on PSD website and 
pocket - sized booklet in 
production. Surgeries to be held 
at transport hubs in 2012 for 
front-line officers and PCSOs.  


COMPLETE 


 


19 October 2011 16 
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PSD BUSINESS PLAN 2012/13 
 
 
The business plan for 2012/13 has been built around the main areas of business for the 


department, either in respect of function or stand alone pieces of activity e.g. Olympics. 


 


The plan sets out the high level aspirations of the Professional Standards Department, 


together with lower level aims necessary to achieve the high level aspirations. 


 


Each area of business within PSD has ownership for distinct tasks / actions directly 


correlated to the lower level aims, which will be used to drive performance and form the 


backbone of PDR objectives for the whole department. 


 


In addition to the functional objectives there are three qualitative threads that will run through 


all of these. 


• Diversity 


• Value for Money 


• Quality of Service 


 


Each core area of business has been assessed by senior managers within the department, 


to ensure they are effective, deliverable and meet our three qualitative threads. 


 


Management Information and Key Performance Indicators have been identified and will also 


run through areas of the business plan, in order to positively measure the department’s 


performance. 
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Complaints Processing – Complaints Processing Manager 


 


To improve the service we deliver and our performance in relation to 


receipt, recording, assessment and tracking of complaints and 


misconduct matters. 


 


To provide greater trust and confidence in PSD through improved service 


delivery 


 


To maintain an accurate, reliable and up to date complaint records 


system    


 


This will be achieved by:- 


 


• Recording complaints allegations of misconduct within the required timescales 


specified within the IPCC Statutory Guidance which correlate to the departmental Key 


Performance Indicators.  


• Adopting an objective, impartial and rationalised approach when carrying out 


assessments of allegations received against British Transport Police.  


• Increase accessibility and the availability of accurate advice with regards to the 


complaint handing processes. 


• Ensuring that employees subject of complaint are provided with informative and 


timely updates in accordance with the IPCC Statutory Guidance and the 


Departmental KPIs.  


• Supplying further training to the Administration Support Team to increase awareness 


of the departmental responsibilities and goals.  


• Evaluating current processes/procedures, identifying learning and best practice and 


providing feedback to the Administration Support Team in order to improve the quality 


of the service delivered.       


• Adopting a regular and thorough Centurion audit regime.  


• Undertaking a regular case monitoring system of live cases.  


• Adopting a robust internal escalation process for cases which exceed the relevant 


timescales.  
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Investigation – DCI Investigations and Intelligence 


 


To improve our investigative response to deliver fair and impartial 


investigation and build greater trust and confidence 


 


This will be achieved by:- 


 


• Assessing each investigation for proportionality, to efficiently investigate each 


complaint/allegation 


• Completing each investigation expeditiously taking into account proportionality 


• Continuing to improve the transparency of investigations, including providing 


informative updating during and where appropriate after investigations have been 


completed   


• Re-introducing Local Resolution as an option for disposal where appropriate 


• Assessing staff training requirements to ensure that PSD holds the necessary skills to 


effectively investigate all public complaints/misconduct allegations 


• Providing an effective response capability to incidents of Death and Serious Injury  


(including article 2 deaths, firearms, custody and others) 
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Intelligence - DCI Smith 


  


To improve the quality and quantity of PSD intelligence to enable better 


risk based intelligence led policing options to be considered 


 


To develop our management of BTP information to enable PSD to better 


manage threat, risk and impact to the organisation 


 
This will be achieved by:- 


 


• Actively publicising the Confidential Anonymous Recording System 


• Ensuring PSD Area Champions disseminate Area information to PSD 


• Proactively engaging with Officers/Staff to develop and enhance intelligence products 


• Advancing discussions with SOCA to obtain access to the ELMER database used to 


store information on Suspicious Activity Reports (SARS) 


• Utilising the subject intervention matrix for all officers/staff that pose a risk to 


organisation 


• Encouraging Areas to proactively monitor and develop officers within the subject 


intervention matrix parameters.  
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Counter-Corruption – DSU Lawson 


 


To protect the British Transport Police from corruption 


 


We will achieve this by:-  


 


• Conducting a Force wide corruption threat assessment based on the National SOCA 


Threat Assessment Model, to ascertain BTP’s exposure to corruption 


• Remodelling the Counter Corruption Command to prevent and/or combat corruption 


within the Force, utilising the Enforcement, Prevention, Intelligence and 


Communications approach 


• Risk Assessing the identified threats and robust managing potential corruption 


indicators such as inappropriate relationships, gifts and hospitality, secondary 


business interests and information disclosure  


• Publicising the duty to report corrupt approaches and effectively managing any risks 


posed to the organisation 


• Developing knowledge and expertise in Intelligence Led Integrity Testing 
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Organisational Culture – DSU Lawson 


  


To champion a change in organisational culture by promoting and 


embracing Standards of Professional Behaviour as a driver for good 


behaviour 


 
This will be achieved by:- 


 
Promoting Professional Standards of Behaviour as a driver for good behaviour 


Adopting all recommendations identified in the HMIC corruption report ‘Without fear or 


favour’. 


Promoting the need for senior managers to have robust corporate governance systems in 


place 
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Organisational Learning – DCI Operational Support 


 
To promote good practice and organisation learning within the Police 


Service 


 
This will be achieved by:- 


 


• Encouraging Force Areas to communicate good examples of professional standards 


of behaviour and working practices for dissemination by PSD. 


 


• Improving the method of obtaining feedback from members of the public that feel 


dissatisfied with the service they received. 


 


• Ensuring that organisational learning is disseminated to the correct personnel and 


when relevant disseminated nationally through regional working groups. 


 


• Attending discussion groups/meetings to identify organisational learning proactively 


(custody meetings, public order debriefings, etc). 


 


• Reviewing and disseminating relevant organisational learning from other forces. 


 


• Auditing how effective publishing procedures currently are and capturing positive 


changes made in response of lessons learned for re-dissemination. 
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Civil Claims – DCI Operational Support 
 
To promote good practice and reduce the level of civil claims made 


against the Police Service 


 


This will be achieved by:- 


 


• The Civil Claims Manager working closely with the Organisational Learning Manager 


to disseminate identified good practices and lessons learned. 


 


• Engaging with Area personnel based at higher risk locations, explaining how civil 


claims can be prevented, reduced or procedures improved to enable the service to 


reduce the risk of losing cases. 


 


• Engagement with the Force Solicitor, to capture good practice and organisational 


learning. 


 


• Providing bespoke feedback to individuals sited in civil proceedings, to promote 


development and reduce the risk of future claims. 
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Olympics – Investigating Officer 
 
To effectively deal with public complaints and misconduct allegations 
reported throughout the Olympic Games to assist in delivering a safe 
and secure Olympics while protecting the reputation of the 
Force/Service 
 
This will be achieved by:- 
 


• Developing PSD procedures to deal with all mutual aid complaints in accordance with 
agreed national protocols. 


 
• Liaising with all mutual aid police organisations to ensure appropriate vetting 


enquiries have been carried out prior to the approval of mutual aid officers. 
 


• Working closely with the Olympic Project Team to ensure appropriate PSD advice 
and guidance is given to mutual aid officers. 


 
• Ensuring PSD has the required resilience to deal with serious incidents or an 


increase in public complaints and/or misconduct. 
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Employee Relations/Policy – DCI Operational Support 
 
To update and improve BTP Policy related to the discipline or 
performance of staff 
 
This will be achieved by:- 
 


• Reviewing all existing PSD Policy and creating a manual of guidance document in 
support of key aims. 


 
• Identifying specific operational PSD risk, updating the risk register and managing 


associated actions intended to minimise the risk.  
 


• Engaging with new and existing working groups tasked with creating policy affecting 
PSD, so that the product meets the needs of the department. 


 
• Developing and researching knowledge products in respect of PSD working practices 


and where necessary establishing working groups of interested personnel, in order to 
direct changes to ineffective or out of date Force Policy. 


 
• Ensuring that relevant staff associations and support groups are included in 


discussions when considering new policy or when making amendments to existing 
policy 
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Information Security – DCI Operational Support 
 
To protect the organisation from internal and external security risks 
 
This will be achieved by:- 
 
 


• Conducting surveys of new BTP premises or Police Assured Secured Facilities to 
ensure compliance with existing security criteria and where possible advise on 
improvements to reduce any security risks. 


 
• Assisting with existing/new force projects, to ensure that all security risks are 


considered and effectively managed.  
 


• Reviewing electronic messages referred by the Information Technology department, 
for compliance with Force Policy. 


 
• Auditing the use of internet sites for inappropriateness.  


 
• Auditing the material stored of Force hard drives for inappropriateness. 


 
• Reviewing all security incident referrals and providing advice on a proportionate 


course of action. 
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Vetting – DCI Operational Support 
 
To improve the quality and timeliness of the vetting process 
 
This will be achieved by:- 
 


• Prioritising applicants, in accordance with organisational requirements. 
 
• Conducting vetting enquiries in a timely manner, to meet Departmental KPIs.  


• Reviewing current vetting procedures to ensure all decision making is made in 
accordance with the National Decision-making Model and current Counter Corruption 
Threat Assessment. 


 
• Researching IT solutions to store vetting information and produce accurate statistical 


information. 
 


• Reviewing the current training provided to HRBC and recruitment to ensure that 
application form content is complete, accurate and referred to the vetting unit in a 
timely manner. 
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Determinations and misconduct proceedings – DCI Operational 
Support 
 
To improve the processes and timeliness of post investigation 
procedures 
 
To improve understanding and importance of the Professional Standards 
of Behaviour 
 
This will be achieved by:- 
 


• Completing all adjudications in a timely manner to meet Departmental KPIs. 
 
• Considering Unsatisfactory Performance as a finalisation method for public 


complaints and internal misconduct investigations. 
 


• Reviewing completed investigations resulting in misconduct proceedings to identify 
organisational learning and best practice. 


 
• Encouraging more senior officers to assist in misconduct proceedings. 


 
• Developing and delivering student and leadership PSD training inputs aligned to 


imbedding BTP values and standards. 
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Building Resilience – DCI Operational Support 
 
To provide resilience to the functions of the Professional Standards 
Department 
 
This will be achieved by:- 
 


• Each role specific member of PSD, documenting all working practices, 
including contacts, meetings, responsibilities, existing workloads. 


 
• Each member of PSD staff utilising Microsoft outlook calendars, for use in 


ascertaining commitments. 
 


• Evaluating the current business continuity plan for PSD. 
 


• Evaluating the PSD structure to identify key meetings necessary for the 
operational efficiency. 


 
• Evaluating key functions within PSD and providing adequate training and 


support to identified staff able to provide resilience when necessary. 
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Business Objective 1: Improving Public Confidence
Related Force Strategic Plan 
Objective:


Promoting Confidence in the use of the 
railway


1.1    Focus: Progress
•         Focus on common types of complaint- currently incivility and 
assault


Conducted in-depth analysis on incivility at London South. 
Extensive organisation learning published.Complaints reduction
with focus on Incivility and other assault


•         Develop understanding of how complaints most commonly occur


Fundamental part of monthly Tasking Meeting
•         Improving public confidence in the British Transport Police and the 
complaints system


Reviewed outward communication to members of the public. 
Robust KPIs re timeliness and contact. Building relationship 
with IPCC and proportionality research (GMP Project). 


1.2    Utilisation:
•         Through improved data capture and analysis understand common 
complaints and precursor police activity 


Quarterly report through BTPA and Tasking meetings.


1.3    Control:
•         Internal and external scrutiny of performance data


Extensive KPIs and MI through Tasking and SMT meetings. 
•         Engagement with other agencies to maximise access to knowledge 
and best practice


Attend all ACPO Complaints, Counter Corruption, Vetting 
National Conferences.  


1.4    Improvement:


•         Development of lessons learned process Desiminate both general and targetted. Increase in 
communication through the weekly newsletters. Assessing 
National Lesssons Learned and IPCC Lessons learned to 
assess if relevent to BTP


•         PSD influence on training development
Input on all recruitment training and all specialst training 
including leadership training.
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Business Objective 2: Reducing the Incidence of 
Misconduct
Related Force Strategic Plan 
Objective:


Deliver value for money through 
continuous improvement


2.1    Focus: Actions
•         Development and introduction of policies and SOPs PSD are on the communications strategy distribution list and 


have input in any SOP under consultation. Instigate or attend 
working groups around core business that affects PSD such 
as UPP and travel entitlement and substance misuse and 
social networking.


•         Education and understanding of policies and SOPs All PSD policies are published with communication strategy for
each. Targetted publicity campaigns.


2.2    Utilisation:
•         Through improved data capture and analysis understand common Quarterly report thorugh BTPA and Tasking meetings.
•         Use of technology to monitor systems usage Vigilance Pro. IT relationship


2.3    Control:
•         Internal and external scrutiny of performance data At SMT, Tasking, FMT, BTPA and other meetings.  
•         Engagement with other agencies to maximise access to knowledge 
and best practice Attend all ACPO Complaints, Counter Corruption, Vetting 


National Conferences.  


2.4    Improvement:
•         Development of lessons learned process Desiminate both general and targetted. Increase in 


communication through the weekly newsletters. Assessing 
National Lesssons Learned and IPCC Lessons learned to 
assess if relevent to BTP


•         PSD influence on training development Input on all recruitment training and all specialst training 
including leadership training.
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Business Objective 3: Improving quality
Related Force Strategic Plan 
Objective:


Deliver value for money through 
continuous improvement


3.1    Focus: Actions
•         Audit and compliance


No Action as Audit and Compliance not introduced
•         Changing perceptions about PSD


Publicity through Emails and Intranet and Station Forum, Training and 
Presentations. Building relationship with TSSA and Federation. 


•         Develop professional approach to grievance, UPP and Misconduct 
processes Review of UPP through Working Group to improve quality. Review of Staff 


Discipline. The recording of Grievance have been improved, more management
information has been provided to the Force. This area of business no longer 
sits under PSD.


•         Optimising financial outlay All expenditures for travel, expenses and use of the Procurement card are 
scrutinised. There has been an increased focus on proportionality with regards 
to PSD investigations ensuring that lines of enquiry requring extensive travel 
are kept to a minimum. Teleconference facilities are more regularly utilised. 
More misconduct panels are conducted locally.      


3.2    Utilisation:
•         Introduction of Audit and Compliance team


Removed
•         Develop marketing strategy and communications plans for PSD


Published departmental communication plan and Lessons Learned 
communication plan


•         Reduce investigation times
Monitored by KPIs at Weekly meeting. PDR objectives


•         Introduce analysis of grievance trends
Improvements in recording in Grievances. Reports given to HR to analyse. No 
Longer PSD owned


3.3    Control:
•         Exercise financial control through four weekly Departmental finance 
reviews


Financial Review conducted regularly with Finance Management Accountant 
and agenda item for SMT


•         Develop a robust set of business and customer focused key 
performance indicators 


KPIs for 12/13 submitted
•         Feedback from support groups and staff associations


Meeting with SAME and Federation once a month as part of panels planning 
meeting and also separate meetings.


•         Design and publish a PSD charter to ensure delivery of quality 
service to personnel


Draft version completed. Following a review not deemed beneficial. Charter not 
implemented.   


3.4    Improvement:


•         Develop financial analysis system
Process of review with Finance Management Accountant and weekly agenda 
item in SMT


•         Develop IT solutions to reduce bureaucracy
Introduction of Work Trackers and current systems reviewed and proposed 
action on Lessons Learned, Taint and Business Interest


•         Further reduce sickness absence
Monitored at SMT meetings. 


•         Process map PSD functions
Certain functions have been completed including Intervention Matrix process.
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Business Objective 4: Protecting the Organisation
Related Force Strategic Plan 
Objective:


Promoting confidence in the use of the 
railway


4.1    Focus: Progress
•         Contribute to recruitment and retention of quality personnel


Input on specialist recruitment such as Firearms officers. Input on all 
recruitment training and vetting of all recruits


•         Ensure and maintain integrity of personnel
Robust investigation of breach of standards and robust vetting


•         Corporate risk management
No Longer part of PSD


•         Reduce frequency and cost of civil litigation and Employment 
Tribunals


No Longer part of PSD
•         Determining and maintaining appropriate risk financing 
arrangements


No Longer part of PSD
•         Ensure and maintain integrity of information Information Security attendance on all new physical sites. Advice and input of 


all IT system projects. Hard Drive usage audited and information security 
breaches have been investigated. 


4.2    Utilisation:
•         Ensure all personnel are vetted to appropriate level All new personnel vetted to National Standards. Back vetting remains a 


consideration. 
•         Police compliance with policies and SOPs


Breaches of compliance are investigated as required. 
•         Ensure risks are identified appropriately, understood and mitigated


No longer part of PSD.
•         Horizon scanning of internal and external PSD interest sources


Annual PSD Stratregic Assessment which incorporates the Corruption 
Strategic Threat assessment. Resilience Planning.


4.3    Control:
•         Force and SCT management engagement


Regular meetings with DCC and attendance at FMT.
•         BTPA PSC, Audit Committee and external audit scrutiny                   


Regular meetings with PSC.


4.4    Improvement:
•         Closer collaboration with IT, HR and SDD to develop policies 
procedures and practices.


Specific liaison with selected roles and secondments.
•         Contribute to Area stakeholders to support Force and local policing 
plan objectives


Monthly briefing documents sent to Area Commanders and quarterly meeting 
with Head of PSD, Area commanders and panel planning with Area. 


•         Carry out end of case reviews in significant ET’s, civil claims and 
complaint/misconduct cases.


Process designed and under review.
•         Increase the accessibility of PSD facilities and personnel to internal 
and external stakeholders


Availabilty at Station Forums. Allow use of meeting rooms at PSD especially 
for UPP and Grievances. Liaison with specific departments
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